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The Effects Of Service Quality, Customer Satisfaction And Loyalty Programs 




STIE Perbanas Surabaya 
Email : Meisya_gichie@yahoo.com 
 
Abstract 
This study aims to determine whether there was an effect service quality, customer 
satisfaction and  programs loyalty on customer loyalty Kober Mie Setan Surabaya 
branch. The main focus of this study is three independent variables (service 
quality, satisfaction customers, and loyalty programs) and dependent variables  
loyalty customer. The sampling technique used was judgment sampling. The 
research instrument was a questionnaire distributed to 74 respondents. By using 
uses multiple regression analysis with SPSS 19 for windows, The results showed 
that the service quality variables and satisfaction customers did not have a 
significant effect on loyalty customers. While the loyalty program variable has a 
positive effect on customers loyalty 
 
Keywords: Service Quality, Customer Satisfaction, Program Loyalty and 
Customer Loyality 
 
 
 
 
 
 
 
  
 
